




Improving quality of life 
through provision of quality, 
bespoke accommodation 
that enables tenants to 
achieve independence, fulfi l 
their potential and optimise 
enjoyment of life, and allows 
staff  and family to be part 
of that journey.
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I want to start my report by paying 
tribute to our many support partners, 
contractors and the staff  of FCHA for 
their resilience and determination to 
continue to provide high quality services 
in the face of what quickly became a 
global pandemic. We are working hard 
to adapt both to lockdown conditions 
and consider what ‘new normal’ might 
look like as we all learn to live with the 
Coronavirus until a vaccine is created. 
Our Board is working with us to assist 
with our plans to help keep our tenants 
safe and our properties in good repair 
and our determination is, as ever, 
unwavering in this regard.

There was much to be positive about in 
2019/20. We began our work on a new 
three year strategy and we engaged 
with Autside to help us to frame our 
work with tenants so that we can 
understand more about what really 
matters to them in their homes, their 
communities and their lives and what 

we, as a Registered Social Landlord, can 
do to assist with this. With their voices 
strengthened in strategic discussions 
at Board level, I have no doubt that our 
new strategy will fi rmly put tenants at 
the heart of decision making in FCHA.

We furthered our work on Assistive 
Technology with pilot work in North 
and South Wales which saw very 
positive results. We are expanding 
on this with pilots in other areas as 
we seek to improve our learning and 
support tenants to be more independent 
through the use of technology. We are 
also funding an innovation hub in North 
Wales to allow parents of tenants to 
become familiar with the technology 
so that they are more confi dent in 
using it and we can help to keep 
families connected. This work will 
be of ever increasing importance 
in the future as demand for digital 
forms of communication driven by 
COVID-19 shapes the ‘new normal’.

Chief Executives Report

2019/20 proved to be a year of two halves for us, our 
tenants, every community and organisation in the 
United Kingdom, as we all had to quickly respond 
to the outbreak of COVID-19 in the latter part of year.
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We have integrated the technology 
in the development of our fi rst Flexi 
Home built using a Wales fi rst, fabric 
fi rst approach capitalising on off site 
manufacture to carbon zero standard. 
Unfortunately the development had 
to be placed on hold like so many of 
our new homes for tenants due to the 
pandemic. But it will be completed in 
the current year and will deliver a very 
high tech, high spec home for a new 
tenant complete with voice activated 
rise and fall kitchen cupboards. Built 
as a prototype we will be able to use 
this to build on extensions for PAGS, 
garden developments or build at scale 
with up to 8 on a single site including 
stacking capabilities. This is only part 
of our work on our response to Better 
Homes, Better Wales, Better World and 
decarbonisation and we have much 
more to tell you about in the report. 

The rest of our development programme 
suff ered similar setbacks and delays 
on site and suspended contracts led to 
us delivering homes for 24 new tenants, 
which is less than we had forecast. 
We have revised our programme for 
the next 5 years however and will be 
completing homes for 72 new tenants 
this year. We also worked throughout 
the year to understand the impact of 
the Aff ordable Housing Review on future 
development and would like to thank 
Community Housing Cymru for their 
assistance with this. 

Our repairs and maintenance services, 
customer services and housing 
management teams continued to excel 
both before and during the lockdown 
phase. You will see from the report 
that we held more tenant engagement 
events than ever, maintained high 
tenant satisfaction rates around our 
repairs and exemplar landlord Health 
& Safety compliance. 

I am privileged to work 
with teams who always go 
the extra mile for tenants 
and this shows in the 
results achieved in year.

My report wouldn’t be complete without 
referencing the fact that we now have a 
new Chair at FCHA. Holly Evans formally 
became Chair in September and has 
been with us for 4 years. Holly’s passion 
for doing the best job for our tenants 
together with keeping good governance 
at the forefront of all of our minds will 
ensure that we are well placed to face 
the challenges which will undoubtedly 
come out of COVID-19 in the coming 
months and years. 
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Our vision is improving quality of life 
through provision of quality, bespoke 
accommodation that enables tenants 
to achieve independence, fulfi l their 
potential and optimise enjoyment of 
life. Despite the challenges faced in 
the latter part of 2019/2020, with an 
ambitious development strategy, we 
will continue to provide more front 
doors to those who need homes, closer 
to home. For us as a Board, customer 
service is of equal importance. 

We are collaborating with our tenants, 
stakeholders and specialists such as 
Autside to enhance tenant participation 
so that we can better understand what 
matters most and how we can deliver 
these improvements. 

Furthermore, our tenants’ safety is of 
paramount importance to us and we 
continue to regularly review everything 
we can do to keep them safe in their 
homes with the recruitment of a Health, 
Safety & Assurance Manager, and the 
rest of the team at FCHA. 

Chair’s Report

I started as Chair in September 2019 during an ongoing 
Governance Review, facilitated by Ark Consulting. The 
review was commissioned as part of the Association’s 
commitment to continuous improvement. Ark Consulting 
highlighted a number of positives but also improvements 
to enable the Board to ensure that we demonstrate 
our eff ectiveness and accountability. We have since 
implemented the recommendations and continuously 
seek to improve our governance including the level of 
assurance we receive to the key elements of FCHA.
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In 2020/21 we will implement Decision 
Time which will undoubtedly assist with 
maintaining good governance in the 
current climate and beyond. Our Board 
travel to the Head Office in Cardiff from 
as far as West Wales, North Wales and 
the West of England so our new way 
of working will allow a balance of face 
to face and virtual meetings which 
will reduce our carbon footprint. The 
carbon agenda has been very important 
to us as a Board and will continue to 
be an important factor in our future 
development.

First Choice is a people-powered 
organisation. I would like to thank 
our tenants, partners, the Board and 
Association staff: they are fundamental 
to the success of the Association. All of 
the staff at the Association go the extra 
mile to help our tenants and make a 
difference, every day. 

It has been a privilege to be Chair since 
September 2019 and I look forward to 
leading the Association through this 
challenging time to ensure that we 
continue to be a specialist, innovative 
organisation that promotes the 
independence of our tenants. 
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Who we are
First Choice Housing Association was established in 1988 
to provide accommodation specifi cally for vulnerable 
individuals who require support to enable them to live 
independently within the local community. Working 
across Wales and Shropshire in partnership with 19 
Local Authorities, the Association provides high quality, 
bespoke homes tailored to suit the needs of individuals. 

8



Governance

FCHA is led by a voluntary Board of 
Management, with the running of the 
Association’s day to day operations 
delegated to the Chief Executive. 
Board members undergo annual 
appraisals, following which learning 
and development plans are drawn 
up for all members. There are usually 
nine Board meetings per year with 
sub committees having delegated 
authority for Human Resources and 
Scrutiny. We formally acknowledge 
our commitment to good governance 
by signing up to the CHC Code of 
Governance Charter. 

Our Board has a diverse range of skills 
including, Legal, Human Resources, 
Public services, Health and construction. 
In 2019 we undertook a comprehensive 
review of our Governance structure, 
using external consultants, to ensure 
we have the correct skills composition, 
structure, and succession planning 
and tenant involvement. We developed 
a new Board appraisal system which 
comprises the CHC Code of Governance, 
Welsh Governments “The Right Stuff ” 
and Welsh Government performance 
standards. 

Board of Management 
as at 31/03/19 

•  Holly Evans
Chair of the Board 

•  Geraldine Buckland
Vice Chair and Chair of 
Human Resources Committee 

•  Walis George
Chair of Scrutiny Committee 

•  Louise Howells 
•  Gordon Brown
•  Steve Garland 
•  Steve Williams
•  Edwin Jones 
•  Emma Morgan 

During 2019/20 we said goodbye 
to Claire Davis, Nick Worman and 
Marcia Sinfi eld. We would like to 
thank them for their contribution 
to the Board and to FCHA tenants. 
We welcome Dr. Edwin Jones to the 
Board who brings with him a wealth 
of experience of working in a 
healthcare setting with individuals 
with complex healthcare needs, 
fi nding suitable accommodation to 
enable them to live independently 
in the community. We also 
welcome Walis George who is 
a retired Chief Executive from a 
Welsh Housing Association and 
brings with him a wealth of sector 
experience and Emma Morgan, a 
housing professional. Marcia will 
stay with the organisation as an 
independent scrutineer, the fi rst 
time we have engaged this role 
within our Governance structure.
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Our Values 
•  Integrity – openness, honesty, sincerity; doing the 

right thing for the right reason
• Equality – to provide equal opportunity for all
•  Excellence – investing in, respecting and developing 

staff  to ensure we strive for excellence in all we do
• Passion – doing the best for all our tenants
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Quality Services

FCHA strives for continuous 
improvement and actively seeks 
feedback from all stakeholders to 
assess the quality of service provision. 
We have a robust internal/ external 
audit programme which in 2020 included 
audits of data integrity, standing orders 
and fi nancial regulations, construction 
design and management regulations 
and an additional ICT security 
penetration test; a number of which 
resulted in substantial assurance.

In order to improve 
services we off er a range 
of participation methods 
to encourage feedback 
and to learn from our 
tenants about what 
matters to them. 

We undertake a programme of quality 
assurance visits for new properties 
conducted by a senior manager 
which support and identify ways to 
continuously improve the quality, 
suitability, design and safety of our 
properties. This engagement is critical 
to achieving our standards of high 
quality properties designed to meet 
the needs of tenants. 

Self-Evaluation 
and Financial Viability

First Choice is subject to Co-
Regulation by the Welsh 
Government. This enables the 
Welsh Government to assess the 
performance of First Choice in its 
Governance and Service Delivery 
and Financial Management. Our 
Board lead the Association’s 
self-evaluation with robust 
scrutiny at Board meetings. The 
Association achieved the highest 
Co-regulation status possible of 
Standard on both measures. The 
report is available on our website. 
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The Association continued to drive 
standards in landlord Health & Safety 
compliance during 2019/20. It has been 
pleasing to report that the Association 
continued to see high compliance in 
all areas of landlord health and safety. 
There was a small dip in compliance 
from Fire Risk Assessments received  
by the Domiciliary Care Agency (DCA), 
lifts, sprinklers and thermostatic mixer 
valves (TMV). This dip was mainly due  
to a support provider encountering 

service delivery delays from their 
external fire risk assessor and 
certification not been provided or 
provided on site by contractors. 
To address this in March 2020 the 
Association created a temporary six 
month Compliance Officer post. This 
post provided a seconded opportunity 
for a member of the Customer Services 
team and we hope to make a success  
of this role and extend on a longer  
term basis throughout 2020/21.

Health & Safety Assurance and Compliance

Compliance overview 2019 / 20 2019/20 
Target

Current 
position

Gas safety certificates completed on time 100% 100%
Fire risk assessments completed on time (FCHA) 100% 100%
Fire risk assessments completed on time (DCA) 100% 97%
Fire alarms serviced within legal time frame 100% 100%
PFFE inspected within the last 12 months 100% 100%
Emergency lighting tested annually 100% 100%
Fire suppression equipment serviced annually 100% 99%
Carbon monoxide alarms serviced annually 100% 100%
Asbestos compliance - annual inspections completed 100% 100%
TMV serviced annually 100% 99%
CDM – programmed works compliance 100% 100%
CDM development programme compliance 100% 100%
Legionella RA completed biennially 100% 100%
HHSRS inspections completed biennially 100% 100%
Hoists / lifts serviced / inspected according to LOLER requirements 100% 99%
NICEIC completed within 5 year time frame 100% 100%
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The Association saw the introduction 
of a new e-Learning platform ‘Safety 
Media’. With basic Health & Safety 
training being delivered very eff ectively 
through this medium.

In early 2020 the Association entered 
into a partnership agreement 
with Newydd and Cadwyn and the 
Association’s Health & Safety Assurance 
Manager is seconded to the partner 
organisations two days a week. This 
partnership agreement is an exciting 
chapter for the Association, in line with 
Welsh Government recommendations, to 
take opportunities for collaboration, to 
pool resources and share services. This 
partnership is the fi rst of its kind for 
Health and Safety in social housing in 
Wales and it is an exciting time to learn 
and share resources in the development 
of protocols in employee and landlord 
Health & Safety objectives.

It is not possible to end the yearly 
roundup without the aforementioned 
COVID-19. The Association has continued 
to ensure that the safety of staff  and 
residents is the primary objective 
during this time of uncertainly. Staff  
have been supported in creating a 
safe and healthy working environment 
at home. All required changes have 
been made to policies, procedures and 
working practices devised to ensure the 
Association meets its legal obligations 
whilst balancing the risk to residents 
and support providers. 

Health and Safety reports, compliance 
policies and more detailed compliance 
information have been reported to 
Board and/or Scrutiny Committee each 
month, where they can be scrutinised 
for continual improvement.
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Development

Between April 2019 to March 2020 the Association:

Completed 11 properties
providing 24 bed spaces, within 
six Welsh Local Authorities 
plus Shropshire. All schemes 
completed were existing 
refurbishment schemes. The onset 
of lockdown in March 2020 led 
to the suspension of all of our 
sites in Wales which meant that 
fewer properties were handed 
over in year. These will now be 
prioritised for handover as soon 
as construction recommences. 

Two of these schemes were 
procured though the Association’s 
Leasehold model. 9 schemes 
completed provided suitable 
accommodation for people with a 
Learning Disability. The remaining 
two schemes provided adapted 
accommodation for people with 
physical disabilities. 

Purchased 16 properties 
guaranteeing the provision of 
accommodation during 2019/20 
and future years.

Progressed 10 properties
(28 bed spaces) to site for 
delivery in 2020/21 onwards.

98% of FCHA tenants 
were satisfi ed with 
their new property

87% of Support Providers 
were satisfi ed with our 
tenant’s new properties
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Map of completed schemes 
indicating number of bed spaces 
per Local Authority area.

1. Conwy
2 Schemes
6 Bed spaces

2. Powys
1 Scheme
2 Bed spaces

3. Shropshire
4 Schemes
9 Bed spaces

4. Swansea
1 Scheme
1 Bed space

5. Neath Port Talbot
1 Scheme
2 Bed spaces

6. RCT
1 Scheme
1 Bed space

7. Vale of 
Glamorgan
1 Scheme
3 Bed spaces

Total 2019/20
11 Schemes
24 Bed spaces
7 Contractors

1

2
3

4 5 6

7
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In partnership with Powys CC Adult 
Social Care and Powys UHB colleagues, 
the Association refurbished an existing 
bungalow in Brecon, Powys to provide 
accommodation for two tenants plus a 
sleep-in staff support provision. 

The property received an extensive  
re-design providing wheelchair 
accessibility throughout the ground 
floor. Design features were also 
incorporated within the property to 
design out ‘behaviours that challenge’. 

The scheme was our first 
pilot project aligning to our 
Carbon Reduction Strategy. 
To improve the property’s energy 
performance rating, the property 
received external wall insulation  
and solar PV panels to the roof.

This resulted in the property  
achieving an A rated energy 
performance rating. This is currently  
the future energy performance  
standard the Welsh Government are 
requesting all of the Associations’ 
properties should meet by 2030. 

This scheme was also a pilot project 
for assistive technology to enable 
our tenants increased control on 
their environment and increase their 
independence. Our assistive technology 
projects are detailed further within  
the report. 

The scheme was funded through a  
mix of Welsh Government Recycled 
Grant, Social Housing Grant and FCHA 
private finance and was completed in 
July 2019. Since one of our tenants has 
moved in we have received positive 
feedback from the support provider 
stating the transition period has been 
very successful and our tenant is very 
happy with their new home. 

Carbon reduction scheme – Brecon (Complex Health provision) 
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Physical Disability Schemes 

The Association delivered 2 properties 
for individuals or families where one 
person has a physical disability. These 
much needed specialist adapted homes 
have made a huge diff erence to the 
tenants and their families.

The schemes have been delivered 
in partnership with Local Authority 
Housing departments, housing tenants 
from their specialist housing registers. 

The Association engaged with Rhondda 
Cynon Taff  County Borough Council and 
City & County of Swansea to provide 
adapted accommodation for a couple 
and one individual with physical 
disabilities.

The schemes incorporated 
the installation of 
wheelchair accessible 
kitchens, wet rooms, 
specialist equipment 
including hoisting 
and specialist WCs. 
Both schemes off ered 
wheelchair accessibility 
throughout. 

Learning Disability Schemes

The Association continues to 
develop schemes throughout 
Wales, Shropshire and Telford for 
people with learning disabilities 
in conjunction with each 
respective Local Authority. 

In 2019/20 The Association 
completed 9 refurbishment 
schemes to meet the needs based 
accommodation requirement s of 
our tenants. 

The images below depict the 
wide ranging property types the 
Association can develop to meet 
individual’s needs. 
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During 2019/20 the 
Association was awarded 
funding from the Welsh 
Government’s Innovative 
Housing Programme to 
develop a Health and 
Wellbeing ‘flexi home’ 
using Modern Methods  
of Construction (MMC)  
to respond to the urgent 
need to provide a more 
efficient, more responsive 
housing model.
 
The ‘flexi home’ project comprises the 
development of a one bedroom self-
contained flat in the form an off-site 
manufactured timber frame. The frame 
will be delivered to site and attached 
to one of the Association’s existing 
supported living schemes in Wrexham.
The innovative project will utilise MMC 
including the off-site manufacture of 
a solar roof and Structurally Insulated 
Panels (SIP) systems. This innovative 
construction method means that 
manufacture of the superstructure can 
be scheduled to start at the same time 
as the site is being prepared, so the two 
processes can take place in parallel, 
resulting in an accelerated build 
programme.

 

 
 

As well as delivering innovative 
construction technology the project will 
also deliver innovative energy efficiency 
components and Smart Technology. 
The project will deliver environmentally 
and economically sustainable 
accommodation with the Energy 
Efficiency Rating currently projected 
at an A-rating of 120. Energy efficiency 
components will include Solar PV, Air 
Source Heat Pump, and an Electric 
Vehicle Charging Point. The Association 
is also working closely with our support 
provider partner - Innovate Trust - who 
will be managing the introduction 
of whole house Assistive Technology 
such as voice activated light switches, 
sockets and blinds.

The project is a first of its kind for First 
Choice and we hope to use this project 
as a template to replicate and up-scale 
for future developments across Wales, 
Shropshire and Telford 

 

Innovation  – Modern Methods of Construction
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Assistive Technology

The Association has recently completed 
two Assistive technology projects in 
Powys and Wrexham, utilising Amazon 
Alexa smart devices. 

Smart lighting using smart switches 
and smart bulbs have been installed. 
These have been extremely popular, 
enabling our tenants to set day and 
night routines.

Video conferencing via the introduction 
of Amazon Shows has allowed tenants 
increased visual connectivity with 
support providers and family members. 
To assist tenants to remotely access 
their heating systems, Nest Digital 
Thermostats have been installed. The 
aim of the Thermostat is to control 
the heating remotely with a mobile 
phone. This off ers tenants an easier 
way to manage their heating and 
reduce fuel bills. 

Ring doorbells have been incorporated 
to both properties for enhanced security, 
enabling tenants to see who is at their 
door from one of the many Alexa show 
devices positioned around their home. 
Security measures have been further 
enhanced in the form of a smart camera 
which enables tenants to monitor their 
communal areas. 

Tenants also use their Amazon devices 
to set reminders and appointments. This 
assists with medication timings and 
event reminders. 

The Association has a number of further 
Assistive Technology projects planned 
across Wales in 2020/21 with the aim 
to enhance tenants’ independence 
throughout their homes. 
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Future Development

The Association continues to innovate 
and deliver new and exciting schemes 
for our tenants. The budgeted 5 year 
development plan from April 2020 
onwards projects delivery of 119 
properties providing 447 bed spaces over 
the next fi ve years. This equates to a 
50% growth profi le over this period. 

These properties will 
be funded through a 
combination of FCHA 
Private Finance, Social 
Housing Grant, Housing 
Finance Grant, Integrated 
Care Funding and 
Leasehold arrangements 
covering a number of 
Local Authority areas. 

Equality and Diversity

As a specialist provider of 
accommodation for vulnerable people 
we aim to ensure that everyone is 
treated fairly. We will ensure that the 
services we provide are without bias and 
prejudice and accessible to all tenants.

First Choice has an ambition to involve 
all tenants in the running of their 
Association. We realise the importance 
of understanding tenants’ strengths & 
abilities and recognise that to do this 
we need to engage fully with them. 
We will provide a fl exible and tailored 
approach to refl ect the diversity of our 
tenants and ensure all tenants have 
ample opportunity to participate. 

First Choice currently holds equalities 
data on 100% of our tenants and 
alongside stakeholder feedback this 
helps to support the eff ective delivery 
of tenant engagement including 
focus groups, customer surveys, 
independent surveys and quality visits. 
As important as holding tenant data 
is to the Association, we ensure it is 
used appropriately and strictly complies 
with Data Protection Act 2018 and the 
principles of the General Data Protection 
Regulation (GDPR)

Grant Funding 

The Association received 
£3,210,646 in grant funding in 
2019/20 through a combination 
of Welsh Government Social 
Housing Grant, Housing Finance 
Grant, Integrated Care Funding, 
Innovative Housing Programme 
Funding Local Authority Grant.
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The Association’s Tenant Participation 
Strategy is aligned to FCHA’s Business 
Plan. Discussions with all of our 
stakeholders have resulted in new 
ways for us to consult with our tenants 
and diff erent types of participation 
opportunities that we can off er. In 
2019/20 we began work with speech and 
language therapists, psychologists and 
an autism specialist to ensure we were 
communicating with all tenants in the 
most appropriate and accessible way. 
We will develop this further in 2020.

Tenant Participation is at the heart 
of everything we do and we strive to 
ensure tenants are fully involved in the 
running of the organisation and have 
a say in all matters relating to their 
homes, both current and future. We 
consult with tenants wherever possible 
on how their homes are managed 
including consultation on the setting 
of rent and service charges and future 
strategic direction. 

We realise the importance 
of understanding tenants’ 
needs and that to do 
this we need to know 
who our tenants are. We 
aim to ensure services 
are tailored and drive 
future strategic thinking 
about the way services 
are managed, ultimately 
helping us to better 
respond to tenants’ 
aspirations.

First Choice regularly monitors 
the progress and impact of Tenant 
Participation activities and feedback 
using a variety of communication 
methods suitable for our tenants and in 
2020 we will be launching Tenants Talk 
which will see tenants more actively 
involved in the decision making process 
and future strategy. 

Tenant Participation
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6 x Ivor Voice Club meetings held 
throughout Wales and Shropshire every 
four months, these meetings provide 
tenants with the opportunity to learn 
what has been discussed at recent FCHA 
Board meetings. As well as social and 
fun activities our tenants also learn 
about and feedback on the Association’s 
services in a relaxed, informal setting. 

3 x 10 pin bowling events were 
held last year for our tenants with 
disabilities. These events were held in 
Mold, Shrewsbury and Nantgarw and 
provided opportunities to feedback 
on the Association’s services whilst 
socialising with other tenants.

6 x tenancy rights and responsibilities 
workshops were held for tenants 
to learn about the rights and 
responsibilities that come with the 
tenancy agreements they have with 
the Association. 3 of these events 
were for tenants moving into newly 
developed properties. The events were 
held in Neath Port Talbot, Shropshire, 
Powys, Swansea and Flintshire.

4 x discos with a Halloween Disco 
held in Cardiff  and Christmas Discos 
held in Shrewsbury, Llandrindod 
Wells and Mold.

During 2019/20 First Choice held 29 tenant events: 

Mold, Shrewsbury and Nantgarw and 
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3 x newsletter editorial group 
meetings were held in Llandrindod 
Wells, Gorseinon and Shotton to enable 
our tenants to input on the content and 
design of our Tenants’ Voice newsletters.

3 x co-production events were held 
with a support provider organisation 
in Cardiff  and Powys. This enabled the 
Association to have discussions with 
our tenants whilst they socialised with 
friends and non-FCHA tenants. 

Our 3rd annual Big Lunch event was 
held in Cardiff  in the summer to tie 
in with the Eden Project’s national 
initiative to promote communities. 
Lots of First Choice tenants met up 
with other people from Cardiff  in Splott 
Park to enjoy the sunshine, lunch and 
lots of fun and games.

We held a Tenant Fun Day in 
Llandrindod Wells where we could talk 
to our tenants about their homes and 
gain feedback on our services. During 
the event our tenants took part in 
fairground attraction activities and 
art & craft and drumming workshops.
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We arranged for some of our tenants 
to go to the Elvis convention in 
Porthcawl. This was a lot of fun for 
everyone.

We held a cinema event in Swansea 
where our tenants watched the Greatest 
Showman and enjoyed some pizza.

Our Tenants’ Voice newsletter is 
published 4 times a year following the 
editorial group meetings that are held in 
diff erent parts of Wales and Shropshire. 
Our tenants provide stories and pictures 
with the aim that each newsletter is 
made by the tenants, for the tenants. 
A DVD version accompanies the 
newsletter to provide an accessible, 
audio/visual aid for tenants that are 
visual impaired or unable to read.
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The Association’s website www.fcha.org.uk
provides comprehensive information on all 
services provided by the Association, performance 
and evaluation and a tenant zone aimed at our 
tenants, in a more accessible format.

First Choice also has a Facebook page and you 
can fi nd us on Twitter @FirstChoiceHA
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I feel First 
Choice always 

give an excellent 
services in all 

areas.

Excellent 
work. Thank 

you.

Compliments and complaints 

21 compliments were received by the Association during 2019/20 from tenants, 
support staff  and local authority commissioners. These were in relation to the 
Association’s maintenance and developments services and our contractors.
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The tenant I 
support is absolutely 

loving the technology and 
is using this to assist 

with organising his 
time etc.

Just to pass on 
the work undertaken 

to enhance parking at both 
properties is fantastic. The guys 
doing the work were so efficient 

and friendly. As usual First 
Choice’s support has been 

superb. Diolch.

First 
class service 

from First 
Choice.

Very happy 
with the service 
provided by First 

Choice.
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give an excellent give an excellent give an excellent give an excellent 
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The contractor was a 
wonderful chap. The tenant we 

support is very comfortable in his 
presence and your contractor is always 
helpful and kind to staff and residents. 

This makes life easier for the staff 
and tenant. The tenant usually 

gets upset with strangers but he 
treats your contractor like a 

support worker.
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We are very 
happy with the quick 

response of First Choice 
for any repairs that need 

completing at the 
property.

9 complaints were received by 
the Association during 2019/20.
These related to a neighbour unhappy 
with noise made by a tenant, tenants 
and support staff  unhappy with 
maintenance issues, a GDPR issue 
and two tenants complaining 
about each other. All complaints 
are investigated thoroughly and 
complainants are consulted to ensure 
they are satisfi ed with the outcomes. 
Where relevant these outcomes are 
used in future working practices to 
ensure effi  cient service delivery.
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my local authority 
department.
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Just wanted to 
say what a lovely job 

on the kitchen at 
our house.
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First Choice have 
always been very prompt 

when repairs are needed and 
are always very helpful 

with any enquiries.

27



Responses to the questions relating to tenants’ homes were all very positive

were happy with  
their home

knew who to contact  
to get help if they did  

not feel safe

feel their home helps 
with them making good 

friendships 

felt their home is right 
for their physical needs

do what matters to 
them at home and their 
home helps them to be 

independent

said living in their home 
helps them in arranging 

their own social life

were satisfied with the 
condition of their home

 felt safe in  
their home 

feel they belong in their 
community and felt 
valued in their home  

and community

98%

98%

98% 99%

99% 99% 96%

96% 95%

Satisfaction with First Choice’s services 
 
The Association undertakes a full tenant survey to obtain feedback on 
our services every two years. In previous years, paper copies of the survey 
have been posted to our tenants and in 2018/19, an online-only survey was 
piloted. Both electronic and paper copy versions of the survey were used 
in 2019/20 and there were 226 respondents. The key results were as follows:
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Responses regarding satisfaction levels for our repairs and maintenance service 
were very positive

Responses to satisfaction with First Choice Housing Association were very positive

were happy with the 
service overall

were happy with the 
overall services provided 
by First Choice and were 
happy with their home 

said that they have 
enough ways to 

communicate with  
First Choice

were happy with First 
Choice’s arrangements for 
a reasonable date and time 

for a contractor to call

thought that First Choice 
is a good landlord and 
were happy that First 

Choice provides enough 
options to get involved

Of the tenants that had 
recently reported a repair 
to First Choice, 96% were 

happy with how it was 
dealt with

were happy with the 
quality of repairs work 

undertaken

thought that their 
rent provides 

value for money.

94%

98%

97% 98% 96%

96%

98% 93%
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The family were previously 
in private accommodation 

that did not meet their 
needs. The property was 

not wheelchair accessible 
and their landlord 

hadn’t carried out any 
adaptations to aid them. 

The family was issued 
with a notice of their 
tenancy being ended by 

the landlord. The tenants 
have now moved into their 
FCHA property which meets 

their needs to live more 
independently and have 

a secure tenancy.

The property has been 
designed in mind for 
3 people with autism. 
Design requirements 

have all been put in place 
to ensure the safety of 
the tenants. E.g locks 

on fuse board cupboards, 
window restrictors etc. 
These small factors have 
been very beneficial. The 
Development Officer has 
been very helpful taking 
into consideration our 
needs for the property 

and any changes 
along the way.

Local Authority / Support Provider Feedback

(Feedback from FCHA 
Development Offi  cer)

(Conwy CBC 
Commissioner)30



I would also like 
to add, that you and 

FCHA are very good to 
work with. You have 

been particularly 
accommodating 
throughout the 

process and this has 
been much appreciated 
by myself and others 

within Conwy.

(Conwy CBC 
Commissioner)

Thank you so much to 
everyone for making 
the move from Plas 

Newydd to this 
delightful bungalow 
such a success. The 

move went smoothly, 
the tenants seem to 
settle immediately, 

and staff seem 
really pleased with 
their new place of 

work. The effort and 
attention to detail 

you have all put 
into this has been 
amazing, and the 

property is superb.

We received positive 
feedback from 

Shropshire Council 
in relation to the 

completed property. 
The tenant has 

shown a significant 
improvement in their 
behaviour and their 
family are delighted 

with property design 
/ location.

(Shropshire CC 
Commissioner)

(Feedback from FCHA 
Development Officer) 31



94% of our support providers 
said they were satisfi ed
✔   that our properties are maintained 

to a standard that is safe and 
appropriate for our tenants.

100% of our support providers 
said they were satisfi ed 
✔   that we supported their organisation 

in dealing with breaches of tenancy, 
such as anti-social behaviour

✔    that we dealt with complaints from 
their organisation/our tenants 
effi  ciently and appropriately

✔   that we provided an eff ective 
and effi  cient responsive repairs 
service to our tenants.

Local Authorities 
were 100% satisfi ed 
✔   that we supported their Local 

Authority in the delivery of their 
strategic housing role to house 
vulnerable people

✔    that we supported their Local 
Authority in dealing with breaches 
of tenancy, for example, anti-social 
behaviour, rent arrears, etc

✔   that we dealt with their complaints 
from their organisation and/or our 
tenants effi  ciently and appropriately.

Local Authority / Support Provider Feedback

The Association received feedback from 17 support provider organisations 
and 13 local authorities on services provided in 2019. We were very 

pleased with the feedback as 99.25% satisfaction was achieved overall.
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Voids

At 31st March 2020 the Association had 
53 void bed spaces in our properties. 
This represents 6% of our stock.

Arrears 

At 31st March 2020 our total rent 
arrears over 8 weeks were £61,178.19.

Void rent arrears over 8 weeks totalled 
£39,067.28 across 15 bed spaces.

Rent arrears over 8 weeks in our 
commissioned properties for tenants 
with learning and physical disabilities 
was £19,806.40. This was across 10 
bed spaces and represents 0.31% of 
the rent due for this client group over 
the fi nancial year.

Rent arrears over 8 weeks in our 
properties for veterans and their family 
members was £2,304.51 across 2 bed 
spaces. This represents 3.25% of the 
rent due for this client group over the 
fi nancial year.

There were no rent arrears over 8 weeks 
in our non-commissioned properties 
for tenants and family members with 
physical disabilities.

Re-lets

In 2019/20 we re-let 48 of our bed spaces. 
This represents 5.7% of our stock at the 
year end. Of the tenants that moved in 
to existing FCHA properties and provided 
feedback, 99.8% were happy with their 
new homes.

Service Standards

6 months after tenants move into FCHA 
properties, we provide them with a copy 
of our service standards to ensure we 
are providing our services eff ectively. 

During 2019/20, the 
Association’s new 
tenants felt we were 
meeting 98.2% of our 
service standards. 
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Maintenance

Physical Adaptation Grants 
(PAG) for 2019/20 
GRANT RECIEVED: £281,992
Number of tenants benefitting: 29
number of properties: 21
seperate projects: 26
some properties had 
more than one project

AVERAGE REPAIR COMPLETION 
TIME WAS 6 WORKING DAYS 

During 2019/20 the Association achieved:

First call fi x*

Satisfi ed with 
contractor

Appointments kept

Satisfi ed with the way 
FCHA dealt with repair

Emergency calls 
target completion

Repairs completed 
to a high standard

77% 100%

100% 100%100%

100%

*The remaining 23% were fi xed 
on subsequent appointments
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The maintenance department loves 
to make a diff erence wherever it can. 
During the last year the Association 
completed a large amount of small 
grant projects such as specialist 
toilets and baths. In between 
the projects being completed the 
Association fi nished one of its largest 
successful grant applications to date. 
One of the fi rst properties purchased 
in Powys by the Association in the 
late 1980s needed more space for our 
tenants to cook, dine and bathe - but 
without having to move, as their home 
is a beautiful period property with 
close access to all the local amenities. 
Starting a project always begins with a 
referral from an Occupational Therapist. 
This starts the grant process where 
the Association has no guarantee of 
a successful grant application and 
employs the services of an Architect to 
compile suitable drawings for planning. 

Philip Green the Association’s 
Technical Offi  cer worked with all 
parties including the Welsh Government 
but worked closely with Gaynor, the 
support provider Area Manager. Gaynor 
is part of the team who support our 
tenants, two of whom have lived at 
the property since the 1990s. When 
asked if the completed works have 
made a diff erence, Gaynor said:

“It has made an enormous 
diff erence for all who live and 
work there. Before we could only 
get two in the kitchen but now 
more of us can cook together. The 
additional dining space allows for 
more activities to take place and 
the inclusion of a ground-fl oor 
shower room means it’s easier 
for all to get ready each day” 

As you can see from the picture of the 
kitchen, the end product, was of the 
highest quality.

This project has positively impacted on 
our tenants’ independence within their 
own home. The Association is pleased 
to have a number of further projects 
planned for next year. 
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In 2019 we retained 
accreditation of the IIP 
Gold standard. We continue 
to invest in our staff  
learning and development 
and have one of the 
highest sector averages 
in spend per head for 
training as well as 52% 
of the team holding 
professional qualifi cations 
relevant to their role. 

Health and Wellbeing continues to 
be an integral part of our core values 
with a commitment to improving their 
overall health & wellbeing. We provide 
ongoing advice, support and health 
awareness sessions as well as staff  
benefi ting from a health plan, health 
screening and annual stress down days. 
We encourage staff  to take exercise and 
contribute to their gym membership. 

In further recognition of the 
Association’s achievements First 
Choice were re-accredited as a Living 
Wage employer, Positive about Disabled 
and retained the Small Workplace 
Health Award Gold. 

Staffi  ng and Organisational Development
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Charity Work

Every year, around November, the staff  team at First Choice chose a new 
charity to support. This year they have chosen Sunday Circle Cardiff . Sunday 
Circle provide an opportunity for teenagers and young adults with learning 
disabilities to socialise with their peers. They meet every week and organise a 
large range of activities for their members and they are currently fundraising 
for a new minibus.

Staff  Survey

First Choice values its staff  and bi-annually surveys its employees to gain 
valuable feedback. The survey results help identify improvements and shape 
the future direction of the Association. Feedback was encouraging that First 
Choice is a good place to work. 

100% were happy 
with FCHA as a 
place to work

100% felt they were 
respected and 

listened to

100% staff felt that 
they understood 

their role and 
the Associations 

objectives

Staff turnover for 
2019/20 was 3.44% 
compared to the 
sector average 

of 13.22%

100% were happy 
with their overall job 

satisfaction

Sickness absence 
was 0.57% compared 

to the sector average 
of 3.66%
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Financial Information 2019/20 
 
The Association has continued to improve its financial position this year, with a 
growth in reserves. First Choice Housing Association is a non-profit organisation 
and all our surplus helps to fund the future maintenance of our tenants’ homes and 
services we provide - and also develop new homes for other tenants in the future. 

Our financial position for 2019/20:

1. This is what we own £’000s

We own houses and equipment 74,429 

Money is owed to us for rent and grants 2,813 

We have this much cash in our bank 2,619 

TOTAL 79,861 

2. This is what we owe to other people £’000s

Money to our contractors and others 1,586 

Grants we haven’t spent yet 898

Loans to build our properties 24,153

TOTAL 26,637 

4. This is where it comes from £’000s

Surpluses, reserves, share capital and housing grant 53,224 

TOTAL 53,224 

3. This is what is left £’000s

TOTAL 53,224 
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B. What First Choice spent this year £’000s

Money for services, repairs and running the offi  ce (4,775) 

Interest we pay to the bank (582) 

TOTAL (5,357) 

C. Money left for the year after paying First Choice’s costs £’000s

TOTAL 1,907 

Money to reserves to spend on future repairs to our houses (186)

Money left after money to reserves 1,721         

A. Where did the money come from to run First Choice this year? £’000s

Rent 6,883

Government grants 376

Selling properties 0

Interest from the bank and other income 5 

TOTAL 7,265
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I would like to thank our 
tenants, Board, staff  and all 
of our partners without whom 
FCHA could not continue 
to thrive. Your input is vital 
to the running of a vibrant 
association. Thank You!

Adrian Burke, Chief Executive, 
First Choice Housing Association
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